Introduction
This report presents the results from a survey of PAYE taxpayers conducted by Revenue's Statistics & Economic Research Branch (SERB) between September and October 2015. A total of 5,000 letters were issued to taxpayers. The response rate was 26 per cent. This is the third such survey, following those conducted in 2007 and 2010, which means that some results can be compared over time. 1
Objectives
Understanding the PAYE taxpayer population, the largest component of Revenue's customer base, is important for the tax administration to fairly and efficiently collect taxes and duties. A key objective of the survey was to quantify the views of the PAYE taxpayer population on a number of aspects of Revenue's customer service. These include satisfaction and awareness of Revenue services, including online resources and 'PAYE Anytime', in addition to attitudes towards tax compliance.
Summary of methodology
A detailed methodological approach was undertaken to ensure rigorous analysis and representative results. A summary of the methodology is outlined in this section and summarised in Figure 1 .
Sample selection
Before a random sample can be selected, the sampling frame -the total population of PAYE taxpayers from which the sample is drawn -must be identified. A number of objectives were important in drawing the sample:
i. ensuring that the sample was fully representative of the PAYE population; ii. without comprising objective one, selecting sample taxpayers who were well placed, and likely, to respond to the survey questions; and iii. maintaining, to the highest extent possible, consistency with the previous PAYE surveys.
Based on a comprehensive filtering exercise, a final sampling frame of 1,566,475 was identified (from administrative tax records) from which to select a random sample of 5,200 taxpayers. Representativeness Ideally, in ensuring the representativeness of the sample, it was important that the characteristics of the sample matched closely to the characteristics of the PAYE population. There were a number of ways to do this, including by comparing distributions of selected characteristics in the sample (5,787) to the sampling frame (1, 566, 475) . Note that the random sample was reduced to 5,200 by removing inappropriate cases for survey (i.e. foreign cases, cases in liquidation or bankruptcy, and deceased cases). For the purpose of this exercise, geographical location (Revenue districts) was examined ( Figure 2 ). On the basis of this distributional comparison, the results show a close match, which provides confidence that the sample was likely to be representative of the PAYE population in Ireland.
Figure 2: Comparison of districts -PAYE sample and sampling frame
Source: Revenue analysis.
Survey issue
The survey issuing process was as follows. Each taxpayer received a survey form, covering letter and business-reply envelope, sent on 1 September 2015. The covering letter, which indicated a closing date of 14 October, included a survey link that could be used to complete the survey online. 2 On 30 September, taxpayers who had not responded to the survey received a reminder letter. 3 As part of the survey letter issue, a behavioural science randomised control trial was conducted, which is outlined later. Figure 3 shows the postal and online response rates. 4 Overall, the response rate was 1,345 (25.9 per cent), above the level of the 2010 survey and above the industry average for postal surveys. Of those that responded, 87 per cent (1,176) were postal and 13 per cent (169) online. 5 Due to a relatively low response after the initial letter issue, a number of changes were made to the reminder letter, including simplifying the letter and improving the method for completing the survey online. 6 These changes had a significant impact on responses: doubling the total numbers responding per day compared to the first letter issue and leading the response rate to increase from 11 per cent to the final 26 per cent ( Figure 3) .
Response rate
A number of comparisons with previous PAYE surveys are useful. In the previous two PAYE surveys, taxpayers could only respond by post. In the current survey, taxpayers had the option of responding by post (returning the completed survey in a freepost envelope) or online (by following the survey link in the covering letter). There were thirty-two questions on the 2015 survey form. The number of survey questions for the 2007 and 2010 PAYE surveys were sixteen and thirty-seven, respectively, while the response rates were 38 per cent and 19 per cent.
Data management and processing
In order to manage survey responses efficiently, survey letters were opened on a daily basis and compiled into packs based on the date received. The cut-off date for responses was Friday, 30 October 2015. The total number of surveys submitted (online and postal) on that date was 1,345. A total of 312 surveys were returned unopened (DLOs). A sample (81 cases) of the DLO cases was checked to ascertain why the letter was not delivered, and in some cases the address was updated before the reminder letter on Wednesday 30 September was issued.
SurveyMonkey was also used for the manual data capture of the postal surveys. The data quality of these was checked: 100 cases were chosen at random to be inputted again. The 100 cases were checked against the original input data to ensure consistency. A total of 84 per cent of these cases had less than five inconsistencies. Out of 1,345 surveys submitted (post and online), some were either incomplete or entered on SurveyMonkey incorrectly during data entry. The valid sample for the purpose of this analysis was 1,301 (26.02 per cent).
Context -Employment and demographics in Ireland
It is important to view the survey findings in the context of Ireland's economic performance, and in particular the performance of the labour market, during the survey period (September to October 2015). By September 2015, employment in Ireland had grown significantly by 56,000, or 2.9 per cent, over the year. At the same time, employment was 1.96 million and the labour force was 2.18 million. Figure 4 shows demographics of PAYE respondents, based on the information provided in the survey responses, for gender, highest level of education and age. According to the analysis, 57 per cent of respondents were female and 43 per cent male. In terms of educational attainment, 54 per cent had a third-level qualification, 40 per cent second-level and 5 per cent primarylevel. A total of 95 per cent had education levels of secondary and above. Also, 89 per cent of the survey respondents were aged between twenty-six and sixty-six, while 4 per cent were aged under twenty-six and the remaining 7 per cent were aged sixty-six and over.
It is also possible to view the results in an international context. According to the HRMC Customer Survey 2008 -2015 per cent of individual respondents had dealt with HMRC in the previous year and 31 per cent had dealings in the three months prior to the survey (HMRC, 2015) . While the HMRC report showed a high dependency on phone contact (82 and 93 per cent), it also showed that the majority of cases who contacted them only once were by phone (73 per cent). The response rate to that survey was 20 per cent. 
Customer satisfaction
Revenue invests significantly in maintaining and improving customer service delivery. One of the main objectives of this survey was to quantify levels of satisfaction among PAYE taxpayers. Respondents were asked a number of questions relating to overall customer service satisfaction, Revenue's ability to explain tax credits and entitlements, and whether it was easy to claim tax refunds and credits. A total of 68 per cent of those surveyed agreed or strongly agreed that they were satisfied with the service they receive from Revenue, while 23 per cent somewhat agreed that they were satisfied, indicating an overall satisfaction rate of 91 per cent. This level of satisfaction equals the last PAYE survey conducted in 2009 and 2010. As shown in Figure 5 , of those who responded, 66 per cent, 68 per cent and 67 per cent agreed or strongly agreed that they were satisfied with the overall service from Revenue in 2007, 2010 and 2015, respectively. Of the 11 per cent of respondents that were unsatisfied in 2015, 2 per cent strongly disagreed with the statement regarding satisfaction with Revenue's overall service. 
Satisfaction levels by taxpayer type
Satisfaction levels with Revenue's service across different segments of the PAYE taxpayer population measured by earnings by decile show there is little evidence to suggest satisfaction levels change by income levels. Similarly, no significant differences by gender were observed. Regarding educational attainment, the highest satisfaction was among respondents with primary (72 per cent), secondary (68 per cent) and then third level (66 per cent) qualifications. By region, the highest satisfaction levels were in East South East region, with the lowest in the South West region. Those contacting Revenue in the previous twelve months tended to have higher satisfaction levels, and satisfaction rates generally rose with age regardless of whether the taxpayer had contacted Revenue. Of respondents aged between twenty-six and thirty-three, 57 per cent agreed or strongly agreed that they were satisfied with Revenue customer service compared to 75 per cent among those over the age of sixty-six. However, among those over the age of sixty-six, satisfaction was only higher if they had contacted Revenue. Those not contacting Revenue in the age cohort had lower satisfaction levels.
Figures 6 and 7 show satisfaction levels and the proportion of respondents reporting that it was easy to claim credits by age. Satisfaction levels tended to gradually increase with age, particularly after fifty. The variation in satisfaction levels also declined with age; that is, younger respondents tended to have more extreme high and low satisfaction levels with Revenue service but older respondents more closely clustered around 75 per cent satisfaction.
The proportions reporting that it was easy to claim tax credits by age followed a similar pattern. However, the proportionate increase in those reporting that it was easy to claim credits increased significantly among those in their mid fifties, peaked around sixty-seven, before declining thereafter. Separately, an analysis of satisfaction levels by vigintile (equal groups of twenty in terms of pay), not shown, suggested that the very top earners reported higher satisfaction levels.
Perceptions towards tax administration
A total of 53 per cent of respondents agreed or strongly agreed that Revenue explains tax credits and entitlements in a way they can understand. This compares to 41 per cent for the same question in the 2007 survey, indicating a significant improvement in communication with PAYE taxpayers over the period. 7 Respondents were also asked if they found it easy to claim tax refunds, credits and other entitlements. About one in five (19 per cent) expressed some degree of difficulty claiming refunds, tax credits and other entitlements (marginally higher than the 18 per cent that expressed difficulty with Revenue's explanation of tax credits and entitlements). Table 1 outlines a number of questions on respondents' perceptions towards Revenue's administration of the tax system.
Of those who responded, 85 per cent strongly agreed, agreed or somewhat agreed that Revenue carries out the administration of the tax system fairly. Only 14 per cent broadly disagreed. In terms of Revenue being able to detect people not paying the right amounts of tax, 79 per cent agreed, strongly agreed or somewhat agreed with the statement. Notably, only 6 per cent strongly agreed that if they wanted to report fraud or illegal activity to Revenue they would know how to do so; 41 per cent reported that they would not know how to do so. 
Other information sources
Respondents were also asked, 'Other than Revenue.ie, what other source(s) or resource(s) do you use when you have a query about your tax?' To which, 24 per cent of respondents answered Citizens' Information Service, followed by family or friends (22 per cent) and their employer (22 per cent). The least preferable resource for people to obtain information relating to tax was through Internet discussion forums (5 per cent; Figure 8 ).
Customer contacts and preferred channels
This section examines responses to a range of questions relating to channels of communication between taxpayers and Revenue. A number of questions were asked regarding taxpayers' contact with Revenue. The survey began by asking respondents if they had contacted Revenue in the last twelve months. The main results, and the results of the same question in previous PAYE surveys, are shown in Figure Of those contacting Revenue, 34 per cent of respondents were from the Dublin region, while only 16 per cent of the survey responses were from the South West region (Figure 10 ).
Reasons for contacting
As illustrated in Figure 11 , the four most common reasons cited for contacting Revenue in the previous twelve months were: for the purpose of claiming tax credits and relief (38 per cent), claiming a tax refund (23 per cent), requesting a PAYE balancing statement (22 per cent) and updating personal details (19 per cent). 
Contact demographics
Those in Dublin were, on average, more likely to contact Revenue while those in the South West were less likely. Those with third-level degrees were more likely to report contacting Revenue. Older taxpayers were consistently less likely to contact Revenue, particularly those aged over sixty-six. Higher-earning PAYE taxpayers were generally more likely to contact Revenue (particularly the top decile reporting 69 per cent) while lower-earning taxpayers were less likely to report contact with Revenue (55 per cent for bottom decile). Overall, the results suggested that the most typical PAYE taxpayer contacting Revenue was from Dublin, educated to third level, younger and with a higher income.
Channels of contact and channel satisfaction
Respondents who had contacted Revenue in the previous twelve months were asked to indicate how many times had they used the following methods of contact: telephone, letter, email or 'MyEnquiries', and calling in person to a Revenue public office. It should be noted that Revenue's new MyEnquiries service, an online contacts facility that replaced secure email, was launched shortly before the issue of the PAYE survey. Therefore, responses to the survey reflecting contacts in the previous twelve months would not be expected to properly reflect customer interaction with this service. Likewise, the rollout of 'myAccount', the new single access point for Revenue's secure online services (excluding ROS), only began after the issue of the survey. Overall, the most frequent use of contact was by telephone, followed by calling in person, and email or MyEnquiries. A total of 62 per cent of respondents didn't use letters. Also, 32 per cent of respondents that used telephones contacted between two and three times, and 7 per cent contacted between four and six times (Figure 12 ). It should be noted that it is likely that different types of issues may be raised through the various contact channels, making direct comparisons imprecise. Those who contacted Revenue in the previous twleve months were asked to rate their levels of satisfaction with the service they received from each method of contact used. The highest levels of satisfaction were recorded with email or MyEnquiries, where 93 per cent of respondents stated they were either very satisfied, satisfied or somewhat satisfied. This was closely followed by letter contact, with 91 per cent of respondents satisfied with the service they received. Levels of satisfaction were also high with telephone contact (86 per cent) and calling in person into a Revenue office (88 per cent). Within the groups, the highest response for very satisfied levels were observed for those who called in person to a Revenue public office: 46 per cent reported as being very satisfied, with only 3 per cent reporting being very dissatisfied with the service received ( Figure 13 ). The highest levels of dissatisfaction were reported with telephone contact, in which 14 per cent of respondents stated they were very dissatisfied, dissatisfied or somewhat dissatisfied with the service they received. This compares to email contact, in which 8 per cent of respondents in this category reported dissatisfaction. 
Preferred methods of contact
Respondents were asked to indicate their preferred method for contacting Revenue for twelve selected reasons. The responses were not mutually exclusive.
The results presented in Table 2 show that the online channel is the preferred method of contact with Revenue for all purposes, typically followed by phone and then letter. Respondents had a strong preference for an online channel for accessing tax records and relatively weaker preference for responding to a Revenue enquiry (where it is about the same as the preference for telephone). However, for particular contacts such as sending in tax returns, letter contact was important. 
Local Property Tax
Respondents were also asked whether they had contacted Revenue in the previous twelve months regarding the Local Property Tax (LPT) via telephone. Of the 1,301 respondents, 763 replied to this question. Of these, 128 (17 per cent) answered 'Yes' and 635 (83 per cent) replied 'No'; the remaining 565 respondents did not answer this question. Over 89 per cent of respondents were satisfied with the service received when contacting Revenue by telephone in relation to LPT, while 11 per cent disagreed with the statement either by somewhat disagreeing, disagreeing or strongly disagreeing ( Figure 14 ). 
Reasons for dissatisfaction
The survey also asked, via an open-text box, if the respondent was dissatisfied in any way with Revenue's customer service and to indicate the reasons for this. Free text responses are difficult to quantify but the two most common categories raised related to difficulties understanding tax credits and entitlements, and to waiting times (and service provided) on the phones.
Revenue's online services
Of the many channels of contact and information Revenue provides, online service has become an increasingly effective mechanism for the provision of services to Revenue customers. These services not only include the interactive facilities through PAYE Anytime and the Revenue website but through email, Twitter and other online mechanisms for disseminating information. 
Revenue website
The survey participants were asked, 'Have you accessed the Revenue.ie website in the past 12 months?', to which 540 (42 per cent) answered 'Yes'. They were then asked, 'What was the purpose of your visit to the Revenue.ie website?'
A total of 84 per cent indicated that they accessed Revenue.ie for the purpose of either accessing Revenue's online services or to find out information about taxes and entitlements; 38 per cent of respondents accessed Revenue.ie to download forms and leaflets; and 29 per cent accessed the site to find Revenue contact details. Only 24 per cent of respondents accessed Revenue.ie in the previous twelve months to find information regarding LPT, while the least common reason for accessing Revenue.ie was to register for a secure email or MyEnquiries.
PAYE information
Respondents were asked their opinions regarding PAYE information. Those surveyed were asked to rate their level of agreement with the following statements: 'Information for PAYE taxpayers is easy to find on the Revenue.ie website' and 'Information for PAYE taxpayers on the Revenue.ie website is easy to understand'. The responses are illustrated in Figure 15 . The results show that 92 per cent of respondents agreed to some degree that PAYE information was easy to find on Revenue.ie, while 88 per cent of those who responded believed that PAYE information was easy to understand on Revenue.ie.
The analysis of reasons for dissatisfaction was conducted by grouping open-text responses related to dissatisfaction in each survey into categories. Grouping text categories in this way provided a quantitative assessment of respondents' views and opinions over time.
According to the results in 2015, 26 per cent of dissatisfaction-related comments were attributable to difficulties understanding tax credits and entitlements, 24 per cent were due to long phone wait times and 18 per cent were due to the tax system being difficult to understand. 9 In previous surveys, 8-10 per cent of dissatisfaction was associated with a lack of knowledge of staff while 9-4 per cent was associated with slow response rates. These proportions have declined dramatically in 2015 to 4 per cent and 2 per cent, respectively. The proportions commenting that long wait times were causing dissatisfaction have also declined, from 33 per cent in 2010 to 24 per cent in 2015. Relatively higher proportions of respondents indicated dissatisfaction in 2015 due to the tax system being difficult to understand.
PAYE Anytime
One section of the survey focused in detail on PAYE Anytime, an online service for individuals who pay taxes under the PAYE system. PAYE Anytime is a secure and convenient way for people to manage their taxes online that offers Revenue customers a number of resources, including the facility to view tax records, claim tax credits, submit an annual tax return, declare additional information, reallocate credits between self and spouse, and update personal information. Among the many benefits of this service are an immediate update of tax credits and the ability for people to manage their tax affairs in a secure and speedy manner free of charge.
A total of 296 of those surveyed answered 'Yes' to having accessed PAYE Anytime in the previous twelve months. Of the 1,272 (approximately 98 per cent of those surveyed) who answered this question, only 23 per cent of respondents had accessed PAYE Anytime in the previous twelve months. Figure 16 shows the reasons for accessing PAYE Anytime. Viewing tax records and claiming tax credits and reliefs were the most common reasons As illustrated in Figure 17 , 94 per cent of users stated they are satisfied to some degree with the service, either by agreeing, strongly agreeing or somewhat agreeing with the statement 'I am satisfied with the PAYE Anytime service', while only 7 per cent reported being unsatisfied with the service. In terms of the reasons for not using PAYE Anytime, over 45 per cent of the respondents in this category cited not being registered as being the main the reason. This was followed by 20 per cent of respondents who did not have Internet access and 14 per cent who had concerns about submitting personal details over the Internet. An additional 14 per cent of respondents cited the loss of their PAYE Anytime pin for not using the service. 
Online access and use
The survey asked detailed questions on the use of social media, Internet competencies and other online resources to contact Revenue, as well as online resources provided by Revenue such as its Twitter account and YouTube channel. Survey participants were asked, 'How do you use the Internet? Please tick all that applies to you.' The options included: on a desktop computer or laptop, on a tablet computer (e.g. iPad), on a smartphone and 'I do not access the internet'. The most popular method used by the survey participants to access the Internet was through a desktop computer or laptop, followed by smartphone and then tablet (Figure 18 ).
Approximately half of those surveyed used social media and paid utility bills online, while 69 per cent used online banking. These are illustrated in Figure 19 . Participants were asked whether or not they were aware that Revenue operates both a Twitter account and a YouTube channel: 93 per cent of respondents were not aware of the Revenue Twitter account, while 95 per cent were not aware of the Revenue YouTube channel. • 94 per cent of PAYE Anytime users stated they were satisfied with the service. These survey results are assisting Revenue in further designing and implementing a programme of customer service that is efficient to administer and makes it as easy as possible for taxpayers to comply with their obligations.
